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Abstract 
Lean Six Sigma has become a business model, a symbol of excellence, with the goal of eliminating waste and 
demonstrated his significant importance and power in changing organization culture and employee vision over the 
changes which occur within organization. The objective of this paper is to demonstrate that organizations can obtain 
individual and organizational performance by using well trained leaders focused on continuous improvement which 
use Lean Six Sigma in driving employee synergy. The findings of this paper revealed the key factors needed to create 
a special framework which can lead the organization to business excellence through personnel improvement. The 
results obtained from 28 respondent organizations highlighted that: there is a synergy between Lean Six Sigma, 
organization's objectives and performance measurement; the leader is an efficient communicator which plays a 
upport and motivation; employee motivation increases during the implementation of 
Lean Six Sigma projects. The originality of the paper consists in linking leadership with Lean Six Sigma vision and 
continuous improvement tools to drive employee satisfaction and motivation. This approach can be used by any 
organization and has the purpose to develop strategic business objectives and to highlight the importance of personal 
improvement. The data obtained from the questionnaire are analyzed through the SPSS statistical package software. 
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1. Introduction 
Competitive pressure forces banks, insurance companies, and other financial services organizations 
(credit cards organizations, transaction banking providers, etc.) to constantly improve their business 
processes. Recent turbulences (subprime crisis, erratic fluctuations of stock exchanges, trading scandals, 
etc.), new requirements set by regulatory authorities and ever rising customer demands are not the basis to 
stick to costly, opaque, and error-prone processes. Instead, the financial services industry is increasingly 
committed to the idea of straight through processing based on efficient, standardized and automated 
processes [1]. Because the business environment is always in a constant and dynamic change, a quick 
Lean Six Sigma can represent not only a key to survive in a global market, but also can provide the 
necessary resources and tools which are redirected to business development. Before applying this 
methodology, it is necessary to know the current state of the situation, under which can be chosen the 
proper strategy for improvement and setting priorities for action. 
Resistance to change at all levels in an organization surrounding Lean and Six Sigma improvement 
projects can be extremely high. This change contributes to problem that can be solved by using tools such 
as rapid improvement projects and kaizen statistical analysis; in other words, Lean and Six Sigma [2]. 
The integration of the two methodologies attempts to provide empowerment even at the higher-level 
process analysis stages, so that employees have true ownership of the process [3]. 
nce to encourage participation in achieving set 
perception of the leader and the context within which the interaction takes place [5]. For leadership to be 
effective, Chemers (2002) suggests that leaders must focus on their credibility and legitimacy with 
deploying resources as to draw the best out of followers in order to meet established goals [7].  
There can be no improvement without measurement, feedback, and learning. Direct measurement of 
leadership is difficult. The majority of companies that have outstanding leaders have also incorporated 
Lean Six Sigma into their leadership development process. The reverse is also true: the majority of 
leadership development processes that incorporate Lean Six Sigma have outstanding leaders [8].  
In order to achieve the proposed objective the research was divided into four sections. The study 
begins with a literature review in respect of leadership and organizational culture, it continues with the 
Lean Six Sigma excellence model and the link between leadership and Lean Six Sigma management, 
followed in the next section by the research methodology and results analysis. In the last part of this 
research, a pilot study is prepared which reveals the importance of creating a framework between 
 Six Sigma 
methodology implementation. 
 
2. Literature Review And Hypotheses 
2.1 Leadership and organizational culture 
Leadership is about making choices [9]. Like any theory, leadership theory has to answer to three key 
questions  refers to the constructs analyzed, or the target of theorizing; 
allenge at the 
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strategic level as well. It is not enough to pursue a goal and a leader has to follow it strictly according to 
 
Leadership can be considered a source of beliefs and values that has the ability to motivate people and 
get them to cooperate in order to achieve their goal. In this way, they will follow the model of their leader 
and will focus their work, unconsciously, in the direction proposed by him and those values and beliefs, 
gradually, will be learned by all. If leadership succeeds by its values to form a set of common values, it 
can function as a cognitive defense system, for any employee and organization, which seeks stability in 
both cases. Thus, culture change assume a difficult and realizable long-term process and also presents a 
high degree of anxiety, on which the leader should focused his attention in order to make changes within 
the organization and to implement a new organizational culture. 
A corporate behavior which is socially responsible can have a different connotation for society in 
different places and times, so special attention should be paid to the use and understanding of how the 
structure of organizational culture affects the customer response [12]. 
 
2.2 Lean Six Sigma  a business excellence model  
 
Lean Six Sigma is a business improvement methodology that aims to maximize shareholder value by 
improving quality, speed, customer satisfaction and costs. It achieves these by merging tools and 
principles from both Lean and Six Sigma [13]. 
Lean Six Sigma is a business strategy and methodology that increases process performance resulting 
in enhanced customer satisfaction and improved bottom-line results. It is also being widely recognized 
that Lean Six Sigma is an effective leadership development tool [14].  
Both Six Sigma and Lean management have evolved into a comprehensive management systems. In 
each case, their effective implementation involves cultural changes in organizations, new approaches to 
production and servicing customers and a high degree of training and education of employees, from upper 
management to the line worker [15].  
Lean Six Sigma refers to a more intelligent management of an organization, which first takes into 
account customer requirements and his satisfaction by using data and facts for elaborating medium and 
long term strategies. One of the most important aspects of applying this methodology is to involve all 
employees in its implementation. Through their involvement, employees are encouraged to contribute to 
the change which will take place and which will bring all benefits for all of them, thus feeling more 
confident both in their own abilities and their work capacity and also in the organization in which they 
operate, developing their creativity and innovation. 
If the implementation of Lean Six Sigma has resulted in improved processes within the organization 
and the employees are informed of that, whether they were directly involved in the implementation flow, 
or that they could have seen the benefits brought, this will give a state of positive spirit, confidence in 
their workplace and within the organizations in which they operate. This is crucial for an organizations 
that invests in its employees and that has no aim in their disposal to save costs but to eliminate those 
processes that do not bring value to the company by filling them with effective processes without spear 
time to encourage employees to give maximum efficiency for the company's top management target to 
become a goal to achieve for each employee. 
2.3 Linking leadership to Lean Six Sigma management 
products to new standards which are acording with what clients want to receive. For that to come true 
they need both, Lean and Six Sigma working together in all its areas [16]. 
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Good leaders usually come from organizations that have effective leadership development programs in 
place, although having these programs in place does not guarantee good leaders. The success of Lean Six 
Sigma depends heavily on the topmost leaders embracing it, believing in it, championing it, and properly 
applying it [8].  
Leaders may choose to implement Lean Six Sigma methodology just because they heard about it from 
other leaders or maybe because they knew about its success in other service organizations, and when this 
is the only argument in driving the implementation, in most of the cases the project fails. It is not simple 
to implement Lean Six Sigma. First of all the leader has to be familiar with the methodology tools and 
techniques, so he can trained the other employees involved into the continuous improvement project. If 
the team members feel a lack of confidence in their leader, they will start the project with many doubts 
and they will not give all their efforts in order to complete the project with good results. 
This study focused on identifying the key factors for a successful Lean Six Sigma management related 
the changes which occur within organization. First of all they have to 
facing the project challenges and also well trained managers. The study will focused on the following 
hypothesis: 
H1: There is a synergy between Lean Six Sigma, organization's objectives and performance 
measurement 
H2: In a successful Lean Six Sigma project the leader is an efficient communicator which plays a 
support and motivation.  
H3: Employee motivation increases during the implementation of Lean Six Sigma projects. 
An example of a competency-based perspective of success is where leadership commitment, open 
communication, employee empowerment and team structures exist in an organization [17]. It seems 
reasonable to assume that these factors are independent of the type of improvement program so would 
equally apply to Six Sigma and Lean Six Sigma [18]. 
In a service organization, as opposed to a production organization, it is more challenging to define and 
understand where a process starts and when it ends. Because the processes are not tangible and can be 
influenced by the top management personal leadership style it is considerable complicated to identify the 
processes to be improved. Despite those challenges, identifying processes may lead a way for new 
opportunities to personal improvement.  
 
3. Methodology 
3.1 Research Goal 
 
This research is based on a survey addressed to service organizations which have already implemented 
Lean Six Sigma methodology and are familiar with continuous improvement tools. The goal of this 
research is to establish how leadership and Lean Six Sigma are connected and have the power to change 
organization culture and employee vision using the changes which occur within organization. 
 
3.2 Sample and Data Collection 
 
In order to achieve the research goal, a survey was conducted with a sample size of 120 service 
organizations. The survey was send by e-mail to 120 service organizations from all over the world and we 
had a 23% response rate. 
Lean Six Sigma. The respondents are familiar with the methodology and they all had been involved in 
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Lean Six Sigma projects either as a Project Manager or just as a team member. The data collected through 
the survey is analysed through regression analyses with the SPSS statistical package software and other 
specific tools such as the Pareto diagram and cloud point diagram. 
 
3.3 Analysis and Results 
 
In order to check the accuracy of the hypothesis, we used the data obtained from the questionnaire. 
The questionnaire consisted of 17 statements focused on leadership and organizational culture and Lean 
Six Sigma excellence model, questions aimed at identifying service organizations main causes that act as 
an impediment in organization cultural change and questions related to employee motivation in different 
stages of the project implementation. The respondents had the option to evaluate each statement by using 
the Likert scale from 1 to 5  Following the receipt 
and tabulation of the data, using SPSS, we have obtained the results presented in Table 1 which were used 
to test the first hypothesis. 
 
Table 1.  Descriptive statistics for variable "organization objectives" and "performance measurement and feedback" 
 
Items N Min Max Mean Standard 
Deviation 
Do you believe that Lean Six Sigma has significantly 
improved organization processes? 28 1 5 
 
4,54 
 
0,744 
Do you believe that by implementing Lean Six Sigma 
the organization has significantly increased it 
profitability? 
 
28 
 
1 
 
5 
 
4,36 
 
0,826 
Do you believe that Lean Six Sigma has significantly 
 
 
28 
 
1 
 
5 
 
4,00 
 
0,816 
Has Lean Six Sigma projects been successful in 
reaching the goals/expectation of your organization? 
 
28 
 
1 
 
5 
 
4,32 
 
0,863 
Do you believe that by implementing Lean Six Sigma 
your employees satisfaction has been increased? 
 
28 
 
1 
 
5 
 
4,25 
 
0,799 
Source: Table prepared based on data collected through the questionnaire 
 
In Table 1, column N represents the number of respondents (28), followed by the minimum value (1) 
and maximum value (5) which an item can receive. The fourth column represents the average responses, 
where it can be seen that almost all averages have values greater than 4, with the exception of the 
following 
satisfaction? The value of 4 for this item infers that customer satisfaction remained a difficult indicator 
to be measured in service organizations and may be the reason for leaders and senior management 
uncertainties. Column five represents the standard deviation and it has values less than 1, which means 
that respondents have similar opinions. In order to determine precisely whether the results presented are 
 
 
Table 2.  Cronbach's Alpha Values 
 
Cronbach's Alpha 
Cronbach's Alpha Based on 
Standardized Items N of Items 
0,752 0,754 5 
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For answers to be considered relevant the minimum 
value of 0,7. We obtained a of 0,752 therefore the result confirms that the 
answers are relevant for the variables analysed.  
 
Table 3. Inter-Item Correlation Matrix 
 
 I1 I2 I3 I4 I5 
I1 1,000 0,099 0,487 0,644 0,513 
I2 0,099 1,000 0,439 0,145 0,196 
I3 0,487 0,439 1,000 0,736 0,341 
I4 0,644 0,145 0,736 1,000 0,201 
I5 0,513 0,196 0,341 0,201 1,000 
 
Inter-Item Correlation Matrix presented in Table 3 reflects the level of association between items. 
Values are useful to highlight items that tend to have negative relationships with other items. This 
situation can be a sign of a possible problem with their construction, thing which is not applicable in the 
situation above, because there are no negative values. Also, the extremely high values of a correlation 
close to 1, might suggest that those items have a level of similarity that does not justify their use on the 
same scale. Therefore considering the average above 4 obtained in the performed analysis, the 
and the results of the Inter-Item Correlation Matrix we can conclude that the 
first hypothesis can be validated. 
Subsequently two other variables were analysed in order to test the second hypothesis, namely 
"support" and "implementation strategy" within organization to establish correlations. As shown in Table 
4 below the responses average value is between 3.96 and 4.18, with a majority of values closer to the 
maximum value.  
  
Table 4.  Descriptive statistics for variables "support" and "implementation strategy" 
 
Items N Min Max Mean Standard 
Deviation 
Which of the following indicates the level of 
support and commitment provided by the top 
management and the leaders? 
28 1 5 4,11 0,832 
 
How would you rate the leader's attitude towards 
the success of Lean Six Sigma project? 
 
28 
 
1 
 
5 3, 96 0,838 
How would you rate the communication by top 
management of future benefits expected from 
project implementation? 
 
28 
 
1 
 
5 4,07 0,716 
Please indicate the organization's involvement in 
Lean Six Sigma projects. 
 
28 
 
1 
 
5 4,18 0,723 
Source: Table prepared based on data collected through the questionnaire 
 
Almost all items have averages higher than 4, with the exception of the item "How would you rate the 
leader's attitude towards the Lean Six Sigma project success?", which means that leaders displayed a note 
of distrust when they are dealing with a Lean Six Sigma continuous improvement project which is 
transmitted involuntarily to employees. This can be due to lack of information and knowledge regarding 
the excellence model or to the lack of experience. The standard deviation has values less than 1, which 
means that respondents have similar opinions. 
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As can be seen in Table 4, values 4.11, 4.07 and 4.18, by being higher than 3 which is a neutral 
response, but lower than 5 which is a  response, indicates that some of the leaders and top 
management are not really convinced of the success of Lean Six Sigma projects and therefore may not 
provide all necessary support to employees and communication may be deficient.  
In order to see if the answers obtained are also relevant for these variables, nalysis 
was carried out in Table 5. 
 
Table 5.  Cronbach's Alpha Values 
 
Cronbach's Alpha 
Cronbach's Alpha Based on 
Standardized Items N of Items 
  0,780    0,781     4 
 
The Cronbach  Alpha index is 0.78, therefore this set of variables are linearly correlated and are 
measuring a latent dimensional construction. The value obtained shows that the variables selected are 
consistent with each other.  
 
Table 6.  Inter-Item Correlation Matrix 
 
 I1 I2 I3 I4 
I1 1,000 0,484 0,360 0,460 
I2 0,484 1,000 0,621 0,500 
I3 0,360 0,621 1,000 0,404 
I4 0,460 0,500 0,404 1,000 
 
From the Inter-Item Correlation Matrix shown in Table 6 it can be seen that all items have positive 
values, thus no favourable conditions are created for development of negative relationships between the 
items analysed. Therefore considering the average above 4 obtained in the performed analysis, the 
-Item Correlation Matrix we can conclude that the 
second hypothesis can be validated. 
Lean Six Sigma leaders not only have to act as catalysts for change, they also have to be facilitators of 
those changes from their position as experts in the change process. In addition, the quality leaders have to 
improve their working practices in accordance with their own vision which should match the 
organization . In order to achieve this, they must identify and exploit new ways of collecting 
customer feedback and effectively use them to improve the organization, which can lead to modernization 
in different and complex environments where collaboration, virtual teams and alignment are more 
challenging and finally, to have more influence among the organization's top management. 
In Figure 1 bellow we presented the main service organization deficiencies, which act as an 
impediment in organization cultural change, by applying the Pareto diagram to the data collected through 
the survey performed. The level of concern shows the cumulative values obtained by each cause obtained 
by applying the Likert scale. The causes were identified by reference to lead practices. The diagram 
shows that the first three causes cover 81% of the total deficiencies. It can be seen that the difficult 
identification of the process in general, especially identifying those processes that can be improved 
through Lean Six Sigma, the  lack of confidence in project success and the reduced involvement 
of employees are the main causes which acts as an impediment in organization cultural change. After 
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organization analyse the main causes the leaders and top management have the option to define the proper 
measures to break down the barriers created between managers and theirs subalterns and may rebuild the 
diagram.  
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
Fig. 1. Pareto Diagram 
 
In order to test the third hypothesis, the survey included questions related to employee motivation in 
different stages of the project implementation. The results are presented using a cloud point diagram as 
shown in Figure 2. The diagram represents the dependence of a variable to another, both studied in the 
same category of respondents and it shows the potential causal relationship between the two analyzed 
factors.  
  
 
 
 
 
 
 
 
 
 
 
 
 
 
Fig. 2. Correlation between employee motivation and stage of the process improved  
 
As can be seen from Figure 2 there is a positive correlation between the employee motivation and the 
stage of the process improvement. In the initiation phase of the project usually the employees manifest a 
lower degree of motivation which increases progressively while the project moves through different 
stages towards the closure. Therefore this result validates the third formulated hypothesis. 
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4. Conclusion 
 
The results presented in this study highlights that the leadership adopted by the organization 
management may have a significant influence on their 
positive employee perception regarding his involvement in continuous improvement projects. Service 
organization usually establishes their goals and objectives in order to increase their customer satisfaction 
and this can be achieved by applying Lean Six Sigma methodology to their existing processes while 
considering the long term goal of increasing the organization  profitability. 
By lowering the level of concern for the causes identified through Pareto diagram, service 
organizations can obtain a long term significant cultural benefit that would facilitate the changing process 
of organizational culture. 
Lean Six Sigma organizations have the power to foster a climate of continuous organizational change 
by aligning the organization vision to the excellence model. When top management decides to change the 
organization culture, all the steps have to be made to accomplish that. A good communication and a 
leadership based on employee motivation can make important steps in developing continuous 
improvement projects. A dedicated employee may bring to an organization only benefits, because if it 
feels that his work is important to his leader and that he is appreciate he will be more bounded to his 
workplace and he will putt a significant effort to do his job at a maximum efficiency.  
Due to the ever fiercer competition, leadership based on Lean Six Sigma can be a solution for service 
organizations to become competitive on international markets. There is a strong need for vision in every 
service organization and motivation  development which in return 
can lead to higher organization performance. 
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